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We operate Southern and Gatwick Express rail services for 
commuter, business and leisure passengers in South East England. 
Southern provides a vital link connecting people to places, 
employees to workplaces and customers to businesses. 

We pride ourselves on the way we work in partnership with 

our local communities. 


Some 1/6 million passenger journeys are made on our network 
every year, and running on average over 2,000 trains a day 
makes the Southern network one of the busiest in the UK. 

We are focused on making every journey better for our 
passengers and, since 2009, we have invested tens of millions of 
pounds improving the passenger experience on our trains and 
stations as well as making it quicker and easier to buy a ticket. 


Where we operate 
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2014 operational highlights 


Southern was the first rail company to 
integrate with London's Oyster Card 
system and offer London Travelcards 
on its smartcard outside of London 


Investors In People ‘Champion’ 
status achieved, recognising people 
management excellence and best 
ever employee engagement scores 


Received our first Business in the 
Community ‘Big Tick’ award in 
recognition of our community 
art schemes 


There are double the number of 
cycle parking spaces on the Southern 
network compared with five years ago 


Winner of national and local 

awards including best green business 
for sustainability and technological 
innovation for our smartcard, 

known as ‘the key’ 


www.southernrailway.com 
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Managing Director's message 


Investing In our 


communities 





Sustainability remains critical 

to our business, influencing 

our actions, encouraging 
innovation and delivering 
results. Our approach Is simple 
— deliver a high quality service 
to our customers, support 

our people and engage and 
respect the communities 

and environment around us. 
This report highlights our 
challenges and successes of the 
past year and looks ahead as we 
approach a significant milestone 
in Southern Railway's history. 
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In May 2014, there was cause for celebration when 
our Owning group Govia was announced as the 
successful bidder for the new Thameslink, Southern 
and Great Northern franchise. [he news was a 
welcome endorsement of Southern’s achievements 
and we are excited about the new opportunities 
that lie ahead. 


Major investment has continued on the Southern 
network helping to make passenger journeys better 
Gatwick Airport benefited from an additional platform 
easing congestion on this busy section of the mainline, 
and Thameslink works at London Bridge continue at 

a pace. Brighton station's £5 million transformation was 
also completed, making this historic station easier to 
use. Later this year, Brighton will also welcome the 
addition of a new cycle hub with 500 spaces and 

cycle services to Improve door-to-door journeys for 
our passengers. 


Our trains also saw major improvements with our 
Class 171 Turbostar diesel trains benefiting from a 
refresh. Leading up to December 2013, we also 
completed the introduction of 130 new Class 377 
carriages and we have since introduced an additional 
40 of these carriages with dual voltage capability, 

Since 2009, we have significantly improved the reliability 
of all our fleet, helping to improve passenger journeys. 


Punctuality continues to be a priority here at Southern. 
Last year, we restructured our organisation to renew 
our focus on delivering improved reliability. 





Unfortunately, due to a difficult autumn/winter period 
which saw unprecedented flooding, landslides and 
obstruction on all routes coupled with other major 
incidents, we have missed our performance target 
this year but we continue to implement improvement 
plans with Network Rail in this area, particularly 
focusing on the impact of the Thameslink Programme 
at London Bridge Station. 


Making Southern a great place to work is important to 
us and this year employee engagement increased to Its 
highest ever level. Our well established recognition 
programme rewards employees, several of whom 
were also recognised by the industry with first prizes 
at the UK RailStaff Awards and Rail Business Awards. 
We invest heavily in training and development to give 
our people the skills they need to do their jobs well, 
but also develop their careers — our new Future 
Leaders and Rising Stars programmes in particular 

are supporting employees to reach their potential. 


Over the last decade, we've worked hard to bring 
our stations and communities closer together and 

we continue to shine in this area. From art to 
gardening and education, our employees are engaging 
with their local communities to improve our stations 
and spread important messages such as safe rail travel. 
The Go-Ahead Group retained Its Business in the 
Community (BITC) Platinum status and Southern 
was awarded its first BITC ‘Big Tick’, an award that 
recognises businesses who demonstrate significant 
achievement in tackling key social and environmental 
issues, demonstrating the community value of our 


abundant art projects across the network. Our charity 
work has also continued to grow and, in summer 2013, 
our employees chose Brighton and Hove's Martlets 
Hospice as Southern's charity partner and have already 
helped raised over £10,000. 


As we enter the final year of this franchise, we look 
forward to taking Southern Railway into Its next 
generation of passenger service, continuing to build on 
the strong foundations laid by our people over the last 
decade. Our commitment to running a safe and reliable 
railway, building strong community partnerships and 
taking action on our stakeholders’ feedback has helped 
secure our future with Southern Railway as part of the 
new Govia Thameslink Railway and we will continue to 
invest every effort to make every journey better for 
our passengers and employees. 


David Scorey 
Deputy Managing Director 


December 2014 
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Customers 


& Making every journey better 


¢ First company to extend its smartcard to integrate 
with Oyster Card and offer Travelcards on a 
smartcard outside of London 


¢ £6.5 billion invested in the Thameslink Programme 


¢ £80 million Brighton Mainline upgrade 


Southern On Track 

At the beginning of 2014, Southern launched 

‘Southern On Track’, a free Smartphone App 

designed by passengers. Created to be ‘intelligent’ 

and personalised for passengers’ journeys, It identifies 
nearest stations, provides real time information and 
passengers can even buy their train and car park tickets. 
It also gives one-touch email or phone contact to 
Southern customer services and to claiming 
compensation If a journey is delayed. 


The key 

The key is our award-winning smartcard ticket that aims 
to make rail travel easier and integrated travel seamless, 
providing a simple way to buy tickets online and reducing 
queuing with preloaded tickets. The key is now available 
at almost all Southern stations, including all London rail 
stations. We were proud to be the first rail company to 
extend Its smartcard to integrate with Oyster Card 
readers across the capital and offer London Travelcards 
ona smartcard outside of London, meaning a passenger 
from Brighton can tap in by the sea and tap out by 

Big Ben. Thousands of passengers are now using the key 
already, and this is set to increase as more products are 
introduced, such as a FlexiSeason ticket, which Is 
currently being trialled, and KeyGo, a top-up system 
similar to Oyster’s Pay-As-You-Go, will be available in 
some areas. 


Punctuality 

We aim to deliver the best possible train service for 
passengers and we are working closely with Network 
Rail to improve the reliability of our network and our 
trains. In December 2013, Network Rail completed 
an £80 million upgrade to the Brighton Mainline, 

and extensions to 56 platforms enabled us to 
introduce longer trains in the Metro area on some 

of our busiest routes. 


Going forward, we will continue to review and 
improve our timetable to meet our passengers’ 
needs. The Thameslink Programme, which will 
transform south-north rail travel, has made steady 
progress but will continue to have an impact on 
Journeys across our network over the coming year 
by restricting the number of platforms and routes 
available to Southern services into London Bridge. 
The punctuality challenge we face is significant 

but, as with the successful closures of London Bridge 
Station in December 2013 and August 2014, 

our communications with passengers will be clear, 
concise and timely and we will provide the 
information necessary for passengers to plan 

their journey during times of both planned and 
unplanned major disruption. 





Leading the way: Southern’s smartcard, the key, 
now offers London Travelcards 
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Our people 


é™ Valuing our 


¢ Investors In People ‘Champion’ status awarded 
in 2014 


* 68% employee engagement — our best ever score 


e Winners of Driver of the Year and Team of the Year 
at the RailStaff Awards 


Investors in People Champion 

One of our greatest recent achievements was 

securing Investors in People Champion status, 

meaning we are seen as role models for people 
management excellence. There are around 4,000 
employees at Southern who work around the 

clock to deliver the best possible customer service. 
They are essential to our success and we Invest in their 
development so that, as well as achieving our business 
objectives, we help them achieve their career goals. 


Reward 

Every month, we reward employees who have 

been nominated by a passenger or colleague for 
doing something great, and in March each year one 
employee Is selected as our Winner of Winners. 

This year, Peter Harding, a Train Carer from Eastbourne, 
took the crown for his undoubted commitment and 
for the huge pride he takes in doing what he, can in 
often difficult circumstances, to provide the best 
possible service to our passengers. In addition, several 
employees were recognised as being industry leading 
—a depot team focused on ‘continuous improvement’ 
took the Team of the Year prize at the RailStaff Awards 
for increasing train availability significantly, and Adam 
Osborne-Hall clinched the Driver of the Year prize for 
his brave actions when a young girl fell under his train. 
Our platform team at London Bridge, the Uk’s fourth 
busiest station, received the accolade of best team 

at the Golden Whistle awards for tts commitment 

to punctuality throughout the major works ongoing 

at the station. 


people 





Building careers 

Everyone at Southern has the opportunity for personal 
development. Training, coaching, work-shadowing and 
mentoring are just some of the tools available to help 
employees achieve their goals. In the last year we have 
introduced two new programmes — Rising Stars and 
Future Leaders — which are helping people across 

the business unlock their potential, with the aim of 
developing them into more senior roles. 


Employees also have the opportunity to access 
adult learning programmes from NVQs to Masters 
degrees, both associated with their current roles 
and their interests — for instance, five Southern 
environmental champions have now achieved the 
foundation level IEMA (Institute of Environmental 
Management and Assessment) certificate and one 
has achieved associate level, turning their voluntary 
role into a professional qualification. 
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Our people continued 


Innovation 

Our Innovation Board was established a few years ago 
to give employees from all areas the chance to share 
their ideas and seek funding to implement passenger 
improvements. In January 2014, we held an Innovation 
Flash Day where employees could submit an idea for 
the chance to win a prize. The winner was Jo Smith, 
Sales Clerk at Littlehaven station, whose idea to have 
a range of short pop-up tutorial videos showing 
customers how to use our ticket machines stole the 
show. Jo's idea Is now In development and set to 
launch soon. 





The 2014 Stars and Tsars winners 
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Stars and Tsars 

Every year, Southern recognises excellent customer 
service at stations and on trains through tts Stars and 
Tsars Awards. The awards are judged by senior 
managers and passenger members of the Stakeholder 
Advisory Board, which co-sponsors the awards. 
Categories range from best small/medium station and 
best community station to best train crew and train 
care depots. As well as winning personal awards, the 
winning station teams receive a sum to spend on a 
passenger benefit. 


Society 





places 


£54,611 invested in community and charity 
partnerships 


¢ 74% of waste sent to landfill recycled 
¢ Over 6,000 cycle parking spaces 


°* 6.6% reduction in crime 


Charity 

Fundraising is a fun activity for employees to get 
involved with as well as a valuable contribution to the 
local community. Over the past two years, we have 
raised thousands for The Royal Marsden Cancer 
Charity and in the last year we have raised over 
£10,000 for The Martlets Hospice. This was raised 
through an array of activities from sponsored walks 
and our annual Charities Week to a £1 donation for 
every annual season ticket sold on southernrailway. 
com. In summer 2014, we welcomed Worthing Kids 
and Dapper Snapper as our latest charity partner 
with a donation of £1,094 when over |,000 
employees selected the charity from a shortlist in our 
annual employee survey. We look forward to raising 
more money for the charity over the coming year 
Our employees also raised money for their personal 
charities of choice supported by sponsorship from 
Southern, and over the Christmas period employees 
around the network collected toys which were 
donated to children living in poverty and sickness. 


Earn as you learn 

Our fouryear engineering apprenticeship scheme Is 
extremely popular Our candidates study electrical 
and electronic engineering at East Surrey College and 
then embark on a structured programme of work 
experience across our main fleet areas. Throughout 
their apprenticeship, they receive a salary and regular 
developmental support from a mentor within the 


i Taking our communities 


Southern fleet team. This year, Southern was voted 
Best Large Employer at the Apprenticeship Awards, 
run by East Surrey College, and last year one of our 
apprentices won Surrey County Apprentice of the 
Year This apprenticeship scheme is helping people 
into work while they gain qualifications to support 
their career and Is also helping to reduce a skills 
gap in a discipline in high demand. 


Art 

Last year saw the launch of a new community art 
partnership, Art on the Line, which has now been 
extended from Haywards Heath station to Lewes 
station and sees local artists displaying their work on 
station concourses and waiting rooms for passengers 
to enjoy. Between autumn 2014 and 2015, we are 
once again hosting a photography exhibition with 
social enterprise FotoDocument at Brighton station. 
Part of a One Planet exhibition across the city, its 
images Inspired by sustainable transport colour the 
walls of the recently refurbished station as a means of 
entertainment for passengers as well as communicating 
important messages about sustainable transport and 
our planet. 





Students from Chatsmore Catholic High School 
showed their artistic talents by designing and creating a 
mural for West Worthing station platform inspired by 
the South Downs National Park 
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Society continued 


Community support 

Our community investment Is prioritised into areas 
which help provide activities for young people to 
keep busy and be active. Our continued partnership 
with Sussex County Cricket Club's community 
programme Is a great example, with thousands 

of children and young adults from a range of 
backgrounds and abilities given the opportunity 

to try cricket and learn about healthy living. In 2014, 
we also supported Croydon Council's Neighbourhood 
Wardens’ football scheme, which runs football matches 
for boys and girls aged 8-17 years who live in 
Croydon housing estates as a way of diverting them 
from anti-social behaviour Additionally, in 2014/2015 
we are supporting ‘Terriers’, a community project 
which sees a play by Maurice Bessman open up 
discussion with young people about gang culture and 
providing information on where they can turn If they 
need help or advice. 


The National Citizen Service is a Government- 
backed programme that helps young people build 
skills for work, life and the transition into adulthood 
and The Challenge is a charity that connects people 
together across all ages and walks of life. Southern has 
been supporting their joint programme for two years 
now by working with groups of children giving them a 
flavour of the rail industry, offering career advice and 
helping them prepare a pitch for community funding. 


Southern Is also delighted to have supported the Child 
of Sussex awards for the third time. Sponsoring the 
‘Make a Difference’ category, the awards celebrate the 
great achievements of young people across the country, 
The young nominees are invited to a glamorous 
evening where they get VIP treatment and have fun 
celebrating their success with friends and family. 


End-to-end journeys 

Train travel is not the only element of a sustainable 
journey that we can influence. We are encouraging 
people to make the switch to train travel by making 
the station easy to access — for instance, providing 
more car and cycle parking spaces. 
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There are now over 6,000 cycle parking spaces across 
the Southern network — double the number of spaces 
compared with the beginning of our franchise in 2009. 
We are continuing to invest in cycle parking and will 
open a new cycle hub at Brighton station this winter. 
The new-build cycle hub, which will meet the 
sustainable business rating system BREEAM's Good 
Building Standard, will have hundreds of secure spaces, 
showers and maintenance facilities. New cycle hubs are 
also planned for Lewes and Hassocks stations. 


Sustainable partnerships 

Community partnerships are an important element 
of our sustainability approach. We continue to 
collaborate with the West Sussex Environment and 
Climate Change Board with our Head of Sustainability 
chairing the Business to Business Board, sharing best 
practice between local businesses. Our B-Line 
programme is nurturing biodiversity at stations and 
depots by helping to create an ideal home for birds, 
bees, butterflies and bats through responsible planting. 
Working with the Sussex Community Rail Partnership, 
we are optimising local planting initiatives by planting 
local flora, which as well as making the station look 
attractive, supports the local eco system. 





Supporting the community: Southern sponsored new 
kits for Croydon Council's Neighbourhood Wardens’ 
youth football teams 








The track to zero waste to landfill 

We are aiming to reduce the amount of waste sent 
to landfill to zero. We have already achieved this at 
East Croydon station by working with tenants to 
improve separation of biodegradable items such as 
food and floristry waste to enable composting, and 
work is progressing at Brighton, Eastbourne and 
Gatwick Airport stations and at our engineering 
depots to also achieve our zero waste to landfill aim. 


We are currently recycling 74% of landfill waste and 
working with our waste collectors, we now have a 
‘one bin solution’ whereby waste is separated after it 
is collected, reducing confusion over which bin to put 
which item in and hopefully encouraging less littering. 





A safer network 

Southern continues to work very closely with the 
British Transport Police, both on routine patrols and 
on special operations, and the overall level of crime 
on Southern’s network has fallen by a further 6.6%, 
continuing significant year on year reductions. Our Rail 
Neighbourhood Officers continue to do an excellent 
job offering support to staff and public alike with 
regular patrols, often based on the reports received 
through our ‘Eyewitness’ scheme. 


Operationally, our safety record remains very strong. 
Numbers of incidents are incredibly low compared 
with the number of trains operated, station stops 
made, and signals encountered, but safety remains 
paramount and we strive to improve our record 
further, both through regular briefings and a support 
and assessment process, and by innovative use of 
technology. A recently introduced example of this Is 
helping prevent drivers from releasing train doors on 
the wrong side, by using beacons mounted on the 
track to send a signal to the train and warn the driver 
if a wrong side door release is attempted. 


We have also continued to support local safety 
initiatives by taking part in county-wide safety days 
attended by hundreds of young people. These events 
are an ideal opportunity to communicate life-saving 
messages about the importance of safe behaviour 
when travelling by train through fun activities 

and games. 
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Finance 


& Delivering value for money 


¢ |76 million passenger journeys Partnership work 


¢ £756 million revenue 


We value the relationships we have built with 
our stakeholders and we work In partnership to 


* £1.9 million invested in staff training deliver improvements such as station enhancements. 


Supporting the UK economy 
During the year, the Go-Ahead Group made a direct 


Working together, we are able to deliver more to 
passengers, and deliver best value for money for the 


contribution to the economy through the £12.4 million Maar 

paid in UK corporation tax and the £64 million Partners we work closely with include: 

returned to the Government in net rail premium Network Rail, the Rail Delivery Group, the British 
payments. Indirectly, Southern also supported Transport Police, Transport for London, rail user 
economic growth through the employment of 3,997 groups, local authorities as well as schools, 
people, investing £1.9 million in staff training, and by charities and community groups. 


providing millions of people with the means to travel to 
work, shops and other key services and leisure activities 
every day. 
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Queens Road Peckham 


Queens Road Peckham station is a busy South London 
station. Working in partnership with Southwark Council 
and Network Rail, Southern helped deliver a 
multi-million pound project to make the station 
accessible through the addition of a lift to Its platforms. 
We also worked together to deliver an additional 
station entrance and a new station plaza at the west 
side, transforming the surrounding area from 
unattractive works yard to a fresh public plaza. 


The redevelopment of the station is part of a programme of improvements to the Queens Road area 
led by the council. This project built on earlier developments at the station such as opening up the 


forecourt to the original station entrance. Work to continue the transformation of Queens Road 
Peckham continues and ticket gates are confirmed for the station under the new Thameslink, Southern 
and Great Northern franchise. 


Councillor Mark Williams, Southwark Council cabinet member for regeneration, planning and transport, 
said: “These improvement works will make a significant difference to passengers, whether it’s parents with a 
buggy, people with heavy shopping or elderly and less able residents. Having an accessible transport network is 
an absolute necessity for our residents. 


“The station improvements, new cafe and new plaza all add to the regeneration of the local area. New shops, 
homes and offices are opening up as well.As a council, we are committed to securing investment right across 
our borough — today’s event is a symbol of our ongoing commitment to that goal.” 
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Sustainability key data 


Southern 2013/2014 2012/2013 
Society 


CO, per passenger journey (kg) 1.35 lead 


Water used per passenger journey (I) 1.2 |.3 
Recycling rate (%) 73.6 68.5 
SPADs per million miles 0.8 Fe: 
RIDDOR accidents per million passenger journeys 0.2 0.2 
Community spend (£) 54,61 | 6251/7 


2011/2012 


[27 
|.3 
7\9 
0.6 

0.5 

49 510 





Customers 

Customer Satisfaction - National Rail 
Passenger Survey (%) 

Punctuality — Public Performance Measure (%) 
Number of cycle parking spaces at stations 
Number of fully accessible stations 





Our people 

Employee engagement index (%) 
Absenteeism (%) 

Employee turnover (%) 

Diversity by gender (%) 
—Women 

— Men 





Finance 
Passenger Journeys (m) 176 |69 
Revenue (£ million) 756 704 


For information on the full Group data, please visit our corporate website www.go-ahead.com 
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Awards 


RailStaff Awards 


Depot Team of the Year: Continuous Improvement Team 
Train Driver of the Year: Adam Osborne-Hall 


Cycle Rail Awards 


London Cycle Parking Award: Peckham Rye Cycle Hub 


Golden Whistles 


Best Operating Team of the Year: London Bridge 
Station Team 


Rail Business Award 


Technological Innovation: The key 


Croydon Business Awards 





Best Green Business 





Winners: Peckham Rye station's cycle hub won the London Cycle Parking 
Award for transforming 20 oversubscribed spaces into 62 secure spaces. 
Along with a new Brompton Dock cycle hire scheme and a new cycle 
maintenance and repair centre, these improvements are encouraging 
sustainable door-to-door journeys 
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In October 2013, Southern ran it’s successful ‘Try a Train’ days again 
which aim to boost the confidence of passengers with learning 
difficulties when travelling by train 


“Thank you very much 
for the Try a Train day. 


Everyone really enjoyed 
it and found tt 
very Informative.” 
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VVant to Tind 
out more? 


You can find out more about Southern by 

visiting our website www.southernrailway.com 
and more information on how Southern manages 
sustainability can be found by visiting 


www.go-ahead.com/sustainability 


If you have any comments, views or ideas on how 

we might improve, or have any thoughts on other 
issues We should address in future issues of this report, 
please write to: 


Sarah Evans 

Southern Railway 
Go-Ahead House 

26-28 Addiscombe Road 
Croydon 

Surrey 

CRI 5GA 


Tel: 020 8929 8600 
Email: comments@southernrailway.com 





Summary Verification Statement from Bureau Veritas UK Ltd 

For the sixth year, Bureau Veritas UK Ltd has worked with the Go-Ahead 
Group plc to verify selected sustainability key performance indicator (KPI) 
data contained within the Group's annual report. 


The information and data reviewed for this verification process relates 
to the period from 30 June 2013 to 28 June 2014. 


This report was put together by the Go-Ahead Group and designed and produced by Black Sun plc, London 


